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there will be no standard of comparison between SWBT bas~c

services used to supply its own Clause 2 and most Clause 3

enhanced services and SWBT basic services used by other ESPs

to supply their Clause 2 and certain Clause 3 enhanced

services. However, SWBT obviously has every incentive under

these circumstances to provide only the best possible

services to Clause 2 and 3 ESPs and it will make every

effort to do so. Moreover, SWBT' s methods for tracking

service quality generally will ensure that SWBT will not

favor its own enhanced offerings in terms of basic service

provisioning.

Finally, information utilized by SWBT in providing

its unbundled basic services (such as calling Number Identi-

fication), that is not proprietary to its customers, will be

made equally available to others, as required by the Commis

sion. 89

1Ii8~ sf i&As/i&iis/CNGlil vary wisely. 'l'Aeee 'eeeal'\ieal el'ie:rl!e

(Footnote Continued)
interaction with stored information" (referred to herein as
"storage and retrieval" or "Clause 3 services"). (47 C.F.R.
§ 64.70:2(a))

89Phase I Order, para. 158.



APPENDIX D

Pacific Bell Unbundling CEI Plan

(CC Docket 88-2, Filed February 1, 1988, pages 39-40)



~rdwAr. will 88 staRsardieee te the eNteRt possiele

,iweR ehe Paei!ie CempaRies l Reed te ewe1ge ehe ftetwerk aft8 its

f~ftetieRaliey. M~eh of tRe lRsreased f~RetieRaliey is the re!~lt •

of SSP iRd~st.y .e.wests, TAl cAree direet methees ef

ehe IILe ( t1 IRformatioR IRSYstry tiaisoR Cel'ftlftittee").

Se!tware staRda.ds iR~ol~e two diseiRet terms: (1)

ftetwork protoQo18 for tAe 8ettiR9 up of Qal18, eall eompletieR,

aRe 8111iR, (iRelweiR, s19ftaliR9)' aRs (~) aReillary systems that:

eft~.Age CAe orderiA9, maiReeRaRce aRd repair of teleph&R8

••''JiGe. tletugrk pr&c&go18 ""i 11 Qe haRdles threwfjh Belleere 81'l& •

the IlL' 1ft CAl .ame maRAer as hardware. &&ft'JAre seaRsaras fOE

aRaillary servia.s will ae established as these systems seeeme

."ail.al•.

B. Unbundling of Basic Services. The Pacific Companies

will work to eliminate unnecessary bundling in future network

services. The Pacific Companies will unbundle aSEs requested by

ESPs from other rate elements where technically and economically

feasible. These unbundled BSEs must be purchased with a BSA,

however, due to the technical requirements of the network (~

Forwarded Call Information - Multiple User requires the purchase

of a Dedicated Private Line BSA). This does not preclude the
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offerinq of a bundled set of services where requested (~

---" Forwarded Call Information, or SMDI).

e. Priee S.waliey aRd Aesale. ~Ae Paeifie eem~anie3'

eRR.Reed ••rviee s,eratlgR. will ,wrsAase 8S~ and BBSs at

tariffed reees ewailesle ee all asps.

The Pacific CompaAies will Aot effer relale fer all of

eheir hasie servises, Mowever, t~o•• tRat appear ift ehe eest

iReerese ef the Paeitis C••,aRi•• , tAeir ewstemerl, aRd

ratepayers, will he .iwei.e for offeriR9 OR a awlk ,wleAa•• aAd

r ••ale aa.l., EKa.,le. of proewQi. wAisR will ee availaele for

r••ale are Call ForwardiRq, Busy LiRe/DoA'c Aft.wel aft. Messa,e

9, ~eehftieal SAaraeleflsties. 1ft S8Me eases, iAe

Paeific eem~aRies will Ree Be a81e e. 'levies 8&is iR eersaiR

Ree effer the 'WfteeieR eA a seaAs a1efte sasis. BWRdled

tWAetieAalily may li.it eff.riA9. wAiil geAefies Rave seeA

speeified, f~ftded, develeped, aftd iRs'elled. AIIO, an nsp's

loeaeioR may affeet the asility ee deliver Aetwork ea~a8ilities

eA a eeeARieally eqwal Basis, FiAally, dieeeAee from ehe eeAsral
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APPENDIX E

NYNEX Resale eEl Plan

(CC Docket 88-2, Filed February 1, 1988, pages 73-74)
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Meteer 8:B8:lysis vi'J:iei'J: !ftl:1st eo M8:ee is hm) tae

mrbtlndled soP'Vieo vill "fit" witA €][istift~ scP'Viees. N¥!H3E he!!

oHistiR~ tariff strygtyres that have beeH estaelished te seveI'

i-to eoot of doing busiQ,e~s;.- To tae OxtORt that & \J:ftS\::lBdled

s€Fvioe with a lOPol" p:tiQQ i~ offQ:tQQ to ~OQt tAo Rooas of a

part icular gronp of CP5itome r s. ; t alay .be diffigul1; 1;0 gORviRoe

ether O\::loto",ero aRd regwl a1;OHi 1;hat they have to Mako \::l!!, tao

differenoe.

• }letuithstaRsiRg the a.bolTo. ~ is still iRtoat QjR

e£fol'iB~ eorvieeo that ~eet the needs of the ESP iBdl:1stl'y. If

• tooimieally fesEisle, aRd. al.o that ~X gaR ~eaEi\Ue it iR

Oreel' to !!,eFfer", ~ro~er billin~;

C. Resale

This CEl parameter requires NYNEX' s ESP to take the

underlying basic services at their unbundled tariffed rates. *

NYNEX supports this requirement and agrees that, to the extent

it offers any enhanced services, it will take the underlying

basic services at unbundled tariff rates.

The Commission' s concern with this parameter was to

prevent improper cost-shifting to regulated operations and

* Phase I Order at , 159.
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anticompetitive pricing in unregulated markets. * N"YNEX

believes that this parameter can also be satisfied by adherence

to the provisions of the Joint Cost Order as provided for in

NYNEX's Cost Allocation Manual discussed infra.

B. ~eeftftieal Chspseeepisties

~s part gf its ON.. offer; 09, NYNi'X must pJrguiQQ SAQ

eft&paeeeFistiss SRioS al'8 8qual to tboSQ gf tA8 aasis senrieee

CelM\issisa flas states tRat 1t will Aot "Q8maRQ imp8ssisle SF

!Fseel¥ iRSffiEli9R:& 8U85 8Rg1R88r1Rg gf sAs Rst·...ep!t I!e 'tfte:'t

a8sel\lS8 8~ality 1s al&'a3'i agbiQHQQ " Ra~Asl'; it! ·... i 11

evsl\iats tSElARisal 8~ality OR tbQ aasis of "sas asseRee sf

teeftRieal siffs5eREl9S aff8st tb8 aQilisy ef E1e~petitsI'B ts

i+ wi J 1 ""', ........ f '-' '- ... '-.... _._ _ .lap o¥ A,>HSOr HpJ CD rDe same interface I

*
**

***

Id.

Id. at ,r 160.

Phase I Reconsideration Order at ,r 92 (footnote
omitted) .



APPENDIX F

Ameritech Technical Characteristics CEI Plan

(CC Docket 88-2, Filed May 19, 1989, page 76)



2. TECHNICA:" Ci-L::..?_.....C':'Z::.!SJ:':CS

The AOCs are committed to ensu~ing ~hat the technical

quality of services delivered in the ONA st~~cture meets their

high standards of performance. AOC technicians will install and

maintain BSAs according to the appropriate operations procedures

and technical performance objectives. Sy employing these

accepted standard procedures for BSA ins~a:la~ion and maintenance

and SSE delivery, the AOCs will uni:o~ly apply the p~inciples

for evaluating the quality of BSA and ESE technical

characteristics for all enhanced service providers. These

principles, as expressed by the Commission, include the absence

of systematic differences between basic se~/ice access given to

the carrier and to others, end user perception of e~~ality, and

utility to other enhanced service p~oviders.47/

ill Id. at para. 147, note 209.
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APPENDIX G

Ameritech Installation, Maintenance, and Repair CEI Plan

(CC Docket 88-2, Filed May 19, 1989, pages 82-93)



..

_. iiE .\OOECe

1, RECIPIEH¥!

listed i~ See~ia~ III at 'Ale PlaA ,. aAy ~a~~i~la~ elase af •

2. INSTALLATION AND MAINTENANCE

In its Phase I Reconsideration, the Co~~ission prov:~ec,

inter alia, that the BOCs may be relieved of the requirement that

they submit reports on the quality of the basic services that are

provided under ONA. To obtain this relief, the BOCs were

required to amend their ONA plans to include a detailed

description of their installation and maintenance procedures,

demonstrating an inability to engage in quality-based

discrimination. Moreover, the BOCs were required to describe the

training that they provide to their employees to insure that the

employees comply with the Commission's nondiscrimination rules.

On March 10, 1988, the AOCs submitted amendments to their

Initial ONA Plan. The amendments provided detailed descriptions

W Al though the AOCs 1,011'1: no'... advocate such restrictions I state
jurisdictions could choose to exercise their authority to
restrict the use of those ONA components that are offered as
intrastate telecommunications services.
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provis:'oni:1g, ir.stal:a~:'on, ~air.ter.ance ---::::l~""~-"""'---_ .. ;-- .. ,-;

procedures, and demonstrated that the Compan:'es ca~not

discriminate in favor of affiliated enhanced services operatior.s.

Available circuits and equipment are assigned on a "first-corne,

first-served" basis through high2.y mechanized procedures that

neither depend on, nor are affected by, whether a particular

customer is an affiliated or nonaffiliated ESP. The circuit

assignment systems do not contain information on the identity of

customers, and the AOCs will make no effort during the actual

:acilities and equipment assignment process to de~e~:'ne ~~ether

a particular ordering customer is an ESp.541 The systems are

blind to the use that a customer will make of particular

facilities and equipment, and many enhanced services will rely or.

basic network services that are no different from those used by

other customers. The AOCs' testing procedures are designed to

assure that circuits meet tariffed standards; they are not set up

to provide and generally do not contain any information related

to the relative quality of available facilities and equipment.

In its December 22 Order, the Commission found that the

AOCs' service installation and maintenance procedures, as

described in their March 10 Amendment, are sUfficiently automated

2!/ To provide better service, requests relating to ONA offerir.;
will initially be directed to a provisioning team specially
trained to handle orders for such services. However, this
will not affect the blind nature of the facility
provisioning process.
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!:"e CO!l"J:n':'ssion,

~:"e=efore, has permitted the Co~pa~ies to ~cdi:y the fo~at of

their nondiscrimination repor~s that they are =equired ~o file so

as to compare installation a~d 3ai~te~a~ce ;e=fo~ance provided

for their own enha~ced services ~':'th ~~at provided to a samp:i~;

of all customers.

The Commission also fou~d in its December 22 Order, that the

AOCs' provisioning procedures a~d systems preclude quality-based

discri~ination.2&I As a res~~t, t~e Co~ission 7e~oved the

quality reporting requireme~t for the Companies.

The relevant and approved portions of the ~a=ch 10 &ue~dmer.t

have been incorporated below in this Plan. The revised reports,

and the requisite annual affidavits, are discussed in Section

VIII and Appendix 12.

a. PROVISIONING

The provisioning process begins when a customer contacts an

AOC to request a service. ESPs will use the same ordering

channels as all other customers, and will purchase ONA and

existing basic services from the same centers that they are

currently acquired from. However, to provide better service,

55/ December 22 Order at para. 468.

2&1 Id. at para. 472.
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will be received by a team specially trained to handle orders

the full range of BSAs, 3SEs ~~d CNSs offered ~nder t~e CNA

structure.

BSAs, BSEs and C~Ss prcv~ded ~y tr.e Aoes will be made

available to all prospective users in a nondiscriminatory

fashion. Although customers ident:fy t~emselves by name and

address when ordering services, this information is used only

and is necessary -- ~o enable ~~e AGes to facilitate ~ain~e~ance

and billing fun~ticns. Ncna~~:liated ES?s will not be ~sked to

identify themselves as s~cr. d~r:ng ~~e ordering process, and no

special identification will be added to their records shou11 they

choose to indicate their line of business.

The availability of contact personnel and the manner in

which those personnel process orders will be identical for all

similarly situated customers, regardless of business affiliation.

Requests for services may be transmitted orally or in written

form. Mechanized customer order input alternatives are under

consideration to satisfy ESP capability requests and to handle

potential order volume increases.

Since billing cannot take place until order completion, the

Aoes have an economic incentive to complete orders for all

customers regardless of ~heir business affiliation i:1 a

timely fashion. All requests for service are handled on a

"first-come, first-se=,/ed" jasis. Contact personnel are

responsible for provisioning network service to all customers in
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dccor~ance ~ith s~ringent corporate standards for accessibi:i:y,

acc~racy, helpful~ess, timeliness of contact and ti=eli~ess of

order processing.

Due date intervals are assigned in accordance with pUblished

standarjs. These intervals are the same for all customers

requesting similar types and quantities of services. Service

requests that exceed defined interval parameters due to, e.c.,

request complexity, are negotiated directly with the customer.

Requests for service are recorded on a Universal Service

Crder ("USO"), ',.;hich 1S entered into a serv:ce order distr ib'-l~ :0;:

system. The types of systems deployed may differ among the AOCs,

but each system is designed to receive, store and distribute

service orders to the various organizations responsible for

providing technical and administrative support to complete the

orders. The service order distribution systems are due date

driven, based on the assigned service order due date derived fro~

published standards or negotiated between the customer and AOC

service order center. Each customer is informed of the due date

at the time the order is placed.

b. CIRCUIT ASSIGNMENT AND DESIGN

Orders for designed services flow to a Circuit Provisioning

Center ("CPC") where the circui't layout is designed and t:-.e

necessary equipment and circuit assignments are made. The work

oper~tions in this center are supported by a mechanized system

called Trunks Integrated Records Keeping System ("TIRKS"), whi.ch
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schedules se~lice installation tasks based on service

dates, performs inventory assignment functions, and for many

circuit types performs mechanized circuit design functions.

Services are made up of piece parts assigned from mechanized

TIRKS inventory databases. For each designed order the circuit

is engineered and created from available facilities and equ~pmen~

assigned by TIRKS.

TIRKS equipment and facility databases contain no special

information on the identity of the customer, and the circuit

design is based entirely on ~he ser;ice ordered and i~s tar:::ed

parameters. The mechanized assignment processes employed are

blind to the use that the customer will make of the service.

They assign equipment, facilities and telephone numbers on a

"first-corne, first-served" basis. The TIRKS circuit design

process is automated, and is based on efficiency of routing and

availability of facilities appropriate for the service ordered by

the customer. TIRKS identifies and assigns specific pieces of

equipment in each office, rather than generic equipment types.

TIRKS contains no information on the quality of a particular

facility or item of central office equipment; the processes of

assignment and mechanized circuit design therefore present no

opportunity for discrimination on that basis.

Once the ordered service has been designed, a document known

as the Work Order Record Document ("WORD") is automatically

transmitted to the necessary work organization(s) .
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5 e::-,/-:".:e orde:s

transmi tted to a Loop Ass ig:::nero -: Cen-:er ("::.AC") or s i:ni lar

organ:"zation. These operations in each AOC except Wisconsin Sel~

are supported by the Computer system for Mainframe Operations

("<:OSMOS"), which inventor:"es ~nd assi;ns cen~ral office lir:e

eq~ipment and telephone n~ers. The Facility Assignment and

Control System ("FACS") or ~echa::i.zed Assi-;nme:1t Records

Conversion System ("MARCS") are used to assign outside local locp

facilities. Wisconsin Bell combines the functions of line

Mechanized Assignment Control syste!:l ("MAC tl
). ::1 instances '",or-ere

discrepancies in normal assignment functions occur, for example,

where facilities or line equipment are unavailable, the order

will go to an estimate assigner who seeks alternate telephone

company facilities. Because the AOCs' switched ser/ices are

provided using common pUblic network facilities selected

automatically for each individual call, there is no opportunity

for the AOCs to assign specific facilities or discriminate on the

basis of quality. Any attempt to discriminate in the engineering

of a circuit would require extraordinary manual effort -- among

numerous individual employees in diverse locations -- and would

result in costly disruption of the provisioning processes due to

the bypassing of existing mechanized systems and procedures fer

circuit design and provisic~in~.
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A control center coordinates the activities of the var:cus

organizations to ass~re that the phys:cal work necessary to

provide overall service is accomplished. Work priorities are

established by the due dates provided on the service order. The

design of the AOCs' administrative support systems pr~vent

individual employees from altering serlice orders, due dates or

circuit related technical specifications.

When physical work is required at the customer's premises,

a field technician is dispatched ~o ir.stall the ser~ice ~c a

network interface. After perfo~i~s the necessary work, the

technician tests the service for operational functionality and to

ensure that tariffed technical specifications are met. Testing

parameters are based only on the type of service ordered and are

not associated wit~ a customer's business affiliation. Because

the sole purpose of the testing is to determine whether or not

the installation meets tariffed standards, it is not necessary to

record results more detailed than an indication of passage or

failure.

When the service is established, the service order distribu

tion system is updated to indicate completion. That system in

turn notifies the billing system so that billing functions may be

initiated.

AOC managers in installa~ion ~ork groups are measured and

rated based on the ~~ali~l of serv~ce their units p~ovide. The

measurements track such items as the percent of installation due

- 89 -



-:e.~es :::2t .f or a 11 types 0 f se~ ices prov ided. :; :t:ar.ase r I

therefore, has an economic incentive to provide the best c~stcilier

ser/ice in all cases.

d. MAINTENANCE

All customers report service trouble to centralized repair

bureaus. The repair service attendant asks the identity of tte

service in trouble, the trouble location, and the nature of the

troul:le. The Aoes do obtain the c'lstomer' s name in t.his precess;

howev~r, restoration intervals depend strictly en the ci=c~i~

type and the outage condition. In the case of nondesigned

services, the customer is given a standard commitment inte~al

depending upon the type of trouble reported and the facilities

and equipment involved. These intervals are based on whether the

customer is completely out-of-service, or whether the trouble

only partially affects service. Customers with complete se~ice

outages are given priority treatment. The design of these

mechanized systems, which are separate and distinct from the

service order systems, prevents AOC employees from changing

service intervals. In addition, there is no indication on the

trouble ticket record that distinguishes affiliated ESPs from

nonaffiliated ESPs, or from any other customer.

Tr~uble reports for nondesigned services are entered into a

mechanized trouble report tracking system, such as the Loop

Maintenance Operation System ("LMOS"). In conjunction with L'1CS,

Mechanized Loop Testing ("MLT") or similar test systems, where
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installed," provide sophisticated testi~g capabilities f~r ~cre

accurate isolation of trouble. The tests performed and resu:ts

obtained are used to restore the affected ser~ice to tariffed

technical parameters. Trouble reports for designed services are,

in the majority of cases, entered into a similar mecha~ized

trouble tracking system.

Both manual and mechanized trouble tickets for designed and

nondesigned services carry the date and time that a customer

reported a service problem and the date and time that the proble~

was resolved. The trouble ticket serves as the audit trai: for

documentation of maintenance services ~~ality and performance.

Trouble tickets involving designed services are passed on to

the Special Service Center ("SSC") assigned maintenance

responsibility for the service. Upon receipt of the trouble

tiCket, the SSC performs tests to determine the cause of the

reported trouble. Priority is given to trouble reports based on

Commission-dete~inedrestoration requirements (~, military

installations), and known critical services such as hospitals a~d

police and fire departments. Trouble tickets that do not fall

into these categories are handled on a "first-in, first-out n

basis.

After the cause of the trouble is identified, the matter is

referred to the work organization responsible for repairing the

affected network element. These work groups restore service

based on the same priorities described above. When the problem

has been resolved, testing is conducted to ensure that service

- 91 -



customer is notified.

- ~.-;.... - ~ -~--_ ..... _.. - ---- -~.,..""':~Q~-=.--::..-'-- --,- -'-- - ,

Once the service is rest~red, t~e ~roub:e disposition and

clearance time is noted on the trouble ticket. This information

~s =urrently used to generate ma~nte~ance re~orts which show

average out-of-ser~ice duratiun :~r ~rouQ:e re~cr~s. This index

is and will continue to be caref~l:y mor.~~ored by each Aoe as a

key service indicator.

Aoe managers in maintenance work groups are measured and

ra~ed ~ased on the ~~ality of se~lice ~~elr u~~~s ;rovide. ~~e

measurements track such items as average out-ot-service duration.

A manager, therefore, has an economic incentive to provide the

best customer service in all cases.

As demonstrated above, there is no opport~nity for AOe

employees to discriminate on the =asis of quality in providing

service to customers. The provisioning process is highly

mechanized and automated, with lit~le room for individual

discretion or intervention. The systems used in the circuit

design, facility and equipment assignment, installation

coordination, and maintenance trouble tracking processes contain

no information as to a customer's business affiliation or the

quality of particular facilities or equipment used to const~ct

individual circuits.
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AOC network ins~al:at:cn and ~ai~tenance pe~sonnel will

receive training on t~e cc~~issionts requirements relating ~o the

nondiscriminatory provision of services relating to ONA. The

AOCs currently -- and will ccntinue t~ -- advise employees

involved in the provisioning of ne~~c~k services or the

assignment of circ~its ~hat discrimination based upon the origin

of a service request, o~ a c~st~merls business affiliation, is

forbidden. Violation of the rule will cause employees to be

subjected to disciplln~~i action.

The training of AOC employees involved in the provisioning,

installation and maintenance processes is outlined below. Sample

training forms and ~~idelines are included in Appendix 12.

(1) All employees involved in the provisioning,
installation and maintenance of network ser/ices will
be notified in writing of the Commission's
nondiscrimination requirements. The AOCs will doc~ment

and retain ~he date such information is provided and to
whom it is provided. The notification will indicate
that employees found in violation of the stated
policies will be subject to disciplinary action up to
and including dismissal.

(2) An announcement will be made during staff and crew
meetings concerning the same information contained in
the written notification discussed above. The date of
the announcemen~ and the employees present will be
documented and ~etained.

(3) All new employees who will be involved in the
provisioning, ins~allation and maintenance of necwcrk
services wlll be informed in writing of t~e

Commission'3 ncndiscr:~ination requirements. The AOCs
will docu~ent an~ retain tr.is notification.
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NYNEX End User Access CEI Plan

(CC Docket 88-2, Filed February 1, 1988, pages 76-77)
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Tais eEl parameter re~ire& tAat tAe time pSriS&8 iSF

iA&tallatioR, maiRtenance and repair of tA8 ba&ig &e5vieeE aRe

fasili:eise iRsl'l&S8 iR aR QNAt effeFifl! llMl!:e "},e 'the same as

e,er8tisRs:"*

eA&\U'e tAat all per&oppel ill

inetallatieft, IftaiR:e8RaRse aRS repair &If aasis eer'Jieee; ,la8s

tA8 r8RdoeriRg of prompt end efficient &eruice t&l 'tA&I &w:&t&l.85

iR:e8nul 9r sxte5Ral 't&l l1¥)li;X

fer doi&grimiRatory treatment

F. End User Access

This eEl parameter requires that, as to end users who

access or activate a NYNEX enhanced service in a particular

manner (~, abbreviated dialing, signaling or derived

channels), we provide "as part of [our] CEI offering the same

capabilities to end-users of all enhanced services that utilize

the carrier's facilities."**

*

**

Phase I Order at ,r 161.

Id. at 1r 162.
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Inasmuch as NYNEX I S enhanced services wi 11 use the

same tar iffed services that would be used by any other user,

all service features and options available under tariff to

SYNEX's enhanced services are also available to all other users

on the same terms and conditions. Consequently, end user

access will be identical for both NYNEX' s enhanced services

customers and the customers of competing ESPs.

e. OBI Awailaeility

eperatisAal aAQ au aila:ble SA tAe Qate 'tAa't [a sarrie!'] eife!'8 •

tile I'Hslie."*

effeE'iB!B."

AQsitieBally, Eae

*

**

Id. at 1r 163.

NYNEX recently conducted a successful trial of alarm
transport service with four monitoring companies. NYNEX
expects to tariff alarm transport service in 1988.


